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[57] ABSTRACT 

A customer contact management system is described. The 
system can be customized in order to i»ovide custom contact 
types and sub-types for the types of contacts relating to 
individual customers, groups of customers, and business 
entities. User preferences may be defined to finther custom- 
ize the system to provide the most convenient and time 
efficient searching, entry, and response actions. Prior con- 
tacts can be searched and located by generating filter criteria 
through the orcter-independent selection of contact types, 
contact sub-types, customer identification, and customer 
contact dates. Records detailing the nature of the customer 
contact can be stored, whether die contact is user-initiated, 
system-initiated, or customer-initiated. Internal messages 
and scripted messages are provided to assist die user oi the 
system in conducting customer service activities. The num- 
ber and frequency of die internal and scripted messages can 
be altered according to the expoience level of the user. 

85 Claims, 17 Drawing l^ieets 
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CUSTOMER CONTACT MANGEMENT In order to alleviate these problems, many customer 

SYSTEM sendee representatives use the customer*s name, customer 

number, or other customer identiAer to locate all contacts 

FELDOFTHEINVEimON , 

s must merefore get the comet speUing of the name (or a 

A portion of &e disclosure of this patent document pcstionthaeof)of the customer, whidi allows the customer 

contains material which is subject to copyright protection. service representative to locate that customer's file. The 

Ihe copyright owner has no objection to the facsimUe customer service representative must then search through all 

reproductionby anyone of the patent document or die patent of the files to locate the customer contact in wtiicfa the 

disclosure, as it appears in die Patent and Trademark Office lo customer is making an inquiry. This can be very dme- 

patent files or records, but otherwise reserves all oopyiights consuming, even if perfcnncd on a computer. Where a 

whatsoever. customer has a large number of contacts, as a corporate 

The in'esent invention relates to a computerized customer cust<xner may have, the customer service representative is 

service system and method, and more particularly to a required to search thiou^^ the documents, whether hardcopy 

customizable computerized customer service system that is is or electronic, to locate the correct business event, 

used lo store, retrieve, and display customer contact infor- Customer sovice representatives have also used order 

ta^on, numbers to attempt to quickly narrow their search. This 

BACKGROUND OF THE INVENTION method may work well for orders in which a number is 

. All- associated with flie search, but does cot work well for other 

product vendors ai>d serv|cc prcmtes are often lookmg ^ ^ ^^^^ ^ ^ „^ nuthcrmarc (his 

for new ways to providebcacr cufloiner service to their ,^ ^ „^ ^ ^^ 

Tgjg?ufi° gpodggtom^rela^ it is imgOT- ^ ^ av,m (or often) hold true, 

taut for venaots and service provioers to allow customers to ' . 

mg ntain contact v wth fcem to^nsuie customer satisSc Bon. Another problem which can increase Ac Ume and mon<q? 

■TCese contacts nay include customer's questions regardmg involved in iioviding ctistoiner service is the feet th« new 

the product or service, shipment or delivwy status, inquiries castoma smice lepresentativM are not expcnenoed, and 

about defective products, or any other customer concern. **y require assistance in fsoviding service to customers. 

Product vendors and service providers often provide their ^"^^ aistomer service representative to 

customers with access to customer service personnel so that representative in order to teach him w her 

the customers may make inquiries or voice their conmlnints. „ '<> P^°f aistomer contacts. B 

^ inay alsobe imp«ta nt for vendors and service proviiie ^, would therefore be desirable to have a system which is very 

t o have the ablWto initiate comamiiauions tlie irC usa-fa'ndly and prompts the customer represenUtivc to 

aistom S; . It is ofteTd^e to laovide a ikod of th e^ perform certain duties or to respond m the proper way at the 

feusmcss communication nroviaea to tneir custoiiieis. sSd i propcr tmw. 

^.custo'^' SiV Y'^Y'^ advertisement in^j ii'fi g lei - ~- ^ A related problem is tfiat there is a wide variance in 
" Ftovidihg bustomcr service, whedier to itsp^d to cus- experience levels among aistoma- service representatives 
tomcr inquiries and complaints or to initiate communica- '"^^ experience require a greater amount of 
tions with customeis. involves a cost of ddng business to the assistance in providing savice to the customer. WhUe it may 
vendor or service provider. The ideal goal of a business ^ desirable to provide assistance to those wifli Uttle 
wouldbetoprovidetheoptimalamountofaistomcrscrvice « «pericnce, this assistance must not be effected such that it 
at the lowest possible cost Customer service costs increase ^^^^ response delays for those customer sovice rcpresen- 
as the time required for each customer contact increases. tatives who need little or no assistance. Therefore, it would 
This is a result of many factors, including Ae need for be advantageous for a customer service system to provide 
additional customo^ service representatives to manage the various levels of assistance to customer service represeota- 
demand for customer service. It is therefore desirable to 45 according to thefr respective degrees of experience. ■ 
minimize the time in which a customer service rqresenta- present invention addresses these problems by pro- 
tive spends with each customer, without conapfomising the viding a customizable, user-friendly, customer contact man- 
quality of service rendered, agement system. The system allows the customer s«vice 
The time required for a customer service representative to representative to more quickly locate prior customer 
sufficientiy respond to a customer inquiry depends on a so contacts, thereby reducing the time required with each 
variety of factors. One problem is tha different customers cr customer. This may be accon^iished by providing a cus- 
groups of customers may make different types of inquiries, tomizable system in which custom contact types may be 
cr contacts, with Ac product vendor or service provider than gencffated according to the characteristics of an individual 
what other customers <w groups of customers may make. customer, group erf customers, w business entity having a 
This makes locating a previous customer contact more 55 cust<Mncr base. Therefore, only diose contact types related to 
difficult, since it may require searching through a large the customer, group of customers, or business entity are 
number of categories of contacts, some of which are unre- displayed to the customer service representative. This allows 
hoed to any type of contact that the customer would make. searching by relevant categaies, rather than searching 
This proWem is even more evident wh« the customer through categories unrelated to the customer. Contact types 
sovice representative jiovides service to more dian one 60 "^y also be defined to indudc contact sub-types, which 
oonqiany cr business having a combined customer base. further decreases search time. 

Each oon4>any may hove different categories of customer The present invention is designed to avoid the problems 

contacts, many of which axe conydetely unrelated to a associated with customers failing to have ail of die relevant 

particular customer. Searching through these different cat- information regarding a prior contact at their fingertips, 

^orics for die correct one increases the time in whidi a 65 Ttaditionally, a customer service representative asks ibe 

customer service representative must spend widi each cus- customer a series of questions r^arding the prior contact, 

lomer. and the customer is expected to rq>ly. The present invention. 
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on the other hand, is designed to allow the customer to desired customer service functions. The program code is 

determine the flow of the contact. Unlike traditional systems capable of storing customer relationship information, which 

that require specific infarmation (e.g., customer number, includes customa identification infcHmation, and business 

cfdcr number, etc.) fM the customer service reiwescntative to events related to a customer. The software provides a 

beginthe process, customer scrvicerqnresentatives using the 5 framework which can be customized so as to provide a 

present invention can capture information as U is provided custom framework according to the types of contacts relat- 

by the customer. Therefore, die customer can singly start ing to individual customers, groups of customers, companies 

providing information, including customer identification having a certain customer base, or according to the prefer- 

information, contact date, contact typt, order number, and cnccs of the customer service representative. Wdiin each 

other information to the customer service representative. lO custom frameworfc, the customer relationsh^ infOTmaUon 

The customer service representative can then use this can be stored, retrieved, and dispUyed. The framework is 

information, regardless of the order provided to him/her, to preferably customized according to the contact types related 

locate the desired information. Automatic Number identifi- to the customer, group of custKHners, or company. The 

cation (ANI) is used to quickly idcntily a customer record custcnner service system can dispUy these contact types 

based on the telephone number from which the customer is 15 within the customizable framework associated with the 

calling. Dialed Number Identification (DNI) is also used to re^)ectivc customer, group of customers, or conqiany. The 

identify a company/area that a customer has called based on system also allows any previously stored business events to 

the tei^honc number that the customer dialed. All of these be searched within a cust(»n framework by locathig ^ledflc 

features provide accurate identification of the customer and customer identification information, business events falling 

prior contacts in a short period of time. 20 on a particular date, or business events which are of a certain 

The present invention also helps reduce the customer one or more contact types. When a partic^ 

service ^od by providing a vciy user-friendly and adapt- ''^^'^^''^'^'^'^'^'^''T^^^ 

able sy^ the^Ln utilizes displa)^ which are record of thi^ busmess event can be displayed which details 

recognizable even by an inexperienced customer service ^ ^ business event 

rraresentativc. The system di^ys a file folder having file ^5 StiU other objects and advantages of the present invention 

tabs coire^nding to the contact types, and paper cUps arc wifl become readily apparent to those skiUed in this art from 

displayedwWchbindelBClronicaUystorodrecQidsiclatcdto the foUowing detailed description, Viiicre the preferred 

the customer. Calendars and depictions of notebooks arc embodiment of Ac invention is shown by way of iUustration 

used to list the contacts a customer has previously made. of the best mode contemplated of carrying out the invention. 

These displays are therefore designed to correlate to hard- ^ BRIEF DESGUFTION OF THE DRAWINGS 

copy filing systems, which reduces the training time for 1 mustrates a customer contact management system 

customer savice representatives. environment; 

The system also aUows a customer service representative ^ iUustrates the relationship between the conq)ames 

to modify the display to his or her own preferences. For viding customer service, the users <if a customer contact 

instance, a customs service representative can change the J^^^^^^t system, and the conmanies' custoners; 

ortoofthefiletabsonthedispUyedmefo^ iUustrates the basic flow of the progiam code 

order is mDst conveiuent for him or her. Hie us^-friendly ^ functtons . pri^ 

nature of the present invention IS toft fared eLodimaTof the Svention; 

prompted scnpted messagmg. With the high dimover of '^^^7^^ 

personnel, as wcU as seasonal personnel needs, scnpted ^ rivj. •• is b imt™"" ^u*"**-^ 

messaging provides a method for consistent messages to be a customizable framework; 

presented by the customer service representative to the HG. 5 is a diagram of a user interface wmdow, referred 

oistomer, regardless of flic experience level of the sovicc ^ as the contact desktop window, for access to the customi- 

representative. Furthermore, the system allows customer framework; 

service representatives to indicate their experience level, so FIG. 6 is a flow diagram of the stq> of defining a custom 

that scripted messages are only provided to users who need framework; 

the assistance. This not only he^s die inexperienced cus- FIO. 7 is a diagram of a dis|day layout for providing 

tomer service representative by providing the proper access to contact types and sub-types within a filtering field 

responses at the proper time, but also prevents experienced of flie custom fr^mcw(»k; 

users do not need the assistance firom being slowed ^ FIG. 8 is a diagram of a disiday layout for providing 

down by unnecessary assistance. access to die contact types within a calendar/notebook field 

The present invention therefore sdves many {xoblems of of the custcxner framework; 

traditional customer service systems, by providing a user- FI(j. 9 is a dq)iction of a usa prefnenoes window, which 

friendly, customizable system which In turn provides con- allows the user to custonaize his or her working environ- 

sistent service, accurate information, reduced training time, ment; 

and reduced customer service contact durations. FIG. 10 illustrates a conq>any selection window, which 

allows the user to select one company for which to edit the 

SUMMARY OF THE INVENTION user jwcferenccs in flie user preferences window; 

A novel customer contact management system is dis- 60 FIG. 11 iUustrates a method of locating one or mere 

dosed. The present inventiwj is a computerized customer business events by selecting desired contact Qpcs and 

service system which is used to assist a customer service contact sub-types within die filtering field; 

rqjresentative in providing service to a customer in conncc- FIG, 12 is a depiction of a notebook displayed m die 

tion witfi products, information and services. The customer calendar/notebook field when in notebook mode; 

service system includes a counter systnn wUch can store, 65 FIG. 13 illustrates the use of a special filter processing 

display, and process information. Computer program code window which allows business events to be located by 

running on the oonqwter directs the computer to perform the numeric and alphanumeric character search criteria; 
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FIG. 14 is a depiction of a calendar displayed in ttie 
calendar/notebook field when in calendar mode; 

FIG. 15 is a depictioa of a calendar year-in^review 
window which shows an entiie calendar year when a view 
year selector is selected; 

FIG. 16 is a depiction of a multiple contacts window, 
which is activated upon selection of a calendar date having 
multiple contact events; 

FIG. 17 comprises FIGS. 17A and 17B« which toge&er 
comprise a flow diagram of the step of searching for 
business events; 

FIG. IS illustrates an embodiment of a record window in 
^e record field; 

FIG. 19 shows a reason codes window, which provides a 
list of company-spedfic codes and descr^ons of the rea- 
sons a call was exited; 

FIG. 20 illustrates an intenial message window, which is 
used to display internal messages to the user; 

FIG. 21 iUustrates a method of providing scripted mes- 
sages to the user, which involves providing predefined 
messages to the user to assist the user during the customer 
service contact; 

FIG. 22 shows a call record entiy window, which allows 
a user to review the functions perfoimed during a telephone 
contact. 

DETAILED DESCRIPTION OF THE 
PREFERRED ENfBODIMENTS 

In the following detailed description of tiie prefened 
embodiments, reference is made to die accompanying draw- 
ings wfaidi form a part hereof and in which is shown by way 
of illustration of a specific embodiment in which die inven- 
tion may be practiced. Hiis embodiment is described in 
sufident detail to enaUe those sldlled in die art to practice 
die invention* and it is to be understood that other embodi- 
ments may be utilized and that structural or logical changes 
may be made without d^mting firmn Ac scope ci the 
present invention. The following detailed descr^tion is, 
dieref(xe, not to be taken in a limiting sense and the scope 
of the i^esent invention is defined by the appended claims. 

FIG. 1 illustrates a customer contact management system 
10 environment. Conqniting device 12 can t>e a stand alone 
conq)utcr, or a file server connected to other teraiinals in the 
system. Terminal 14 is coupled to the conqwting device 12 
for providing a visual di^lay. Where die con^ting device 
12 is in a multi-terminal system, terminals 16 and 18 can t)e 
couf^ed to the conqniting device 12 for providing user 
interfaces for multiple users. Database storage 20 can also be 
coupled to the conoputing device 12 to provide additional 
storage from that of the conqxiting device 12. IVogram 22, 
iRiuch rqiresents a computer {Hogram, <x program code on 
a conQHiter-icadahle 'memofy, directs the actions of the 
computing device 12 to perfonn die desired functions of the 
invention. 

Tenoinals 14, 16 and 18, along with tfadr oooespondlng 
computing devioe(s) 12, can be any type of data entry 
device, sudi as computers, mii1timf4ia kiosks or interactive 
television. In addition, where the computing device 12 is 
part of a necworic having one or more file servers, die numba 
of ooropoting devices 12 acting as servers is not critical 
However, in order to improve performance, customer con- 
tact management system 10 pr^erably distributes data over 
multiple servers so as to minimize die contention on any 
single server. The architecture of the preferred system also 
supports high performance and high scalability by using 
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database segmentation, data location transparency, and 
multi-dneading strategies. Such an architecmre may bt 
critical fof r^idly expanding businesses with high seasonal 
peaks. 

' The prefeued cust<»ner contact management system 10 
uses traditional programming language with fourth genera- 
tion language tools, both using object based mechanisms. 
Unlike process-driven languages, diis type of language 
operates in an event-^lrivcn mode. The object based event 

1<> driven nature of the application allows the system to map 
logic against the business rules that are processed when the 
user initiates an event (e.g. "clidang" on a selector button, 
exiting a specific data entry field, etc.). 

In addition, system 10 preferably uses a graphical user 
interface (GUI) whidi provides an efficient interaction 
between the user and the system. GUI allows system 10 to 
react to each user input instead of having to wait for an entire 
screen to be filled. This allows the apjdication to execute 
fewer instructions per interaction, and diereby respond to the 

^ user more quickly. This level of responsiveness bodi reduces 
errors and enhances user satisfaction. It also provides a 
customer driven flow whereby the flow is driven by cus- 
tomer requests, rather than system constraints. 

Customer contaa management system 10 is preferably an 
object-oriented systenL Widi object-oriented systems, func- 
tions performed by the system are each rqwesented by an 
object. An object is a software packet containing a collection 
of related data and m^faods for operating on that data. Each 

^ medKxl is made available to odier objects for the purpose of 
requesting services of that object Each object includes a set 
of related sub-functions. Accwdingly, each object is prefer- 
ably arranged as a structured collection of sub-functions, 
while each fimction shouM be arranged as a structured 
collection of objects. 

loberitance is a feature of abject-oriented systems through 
whidi a new object can absorb the properties of an existing 
object. As a result, new objects (e.g., functions) may be 
added widi minimal dianges to existing objects, thotby 

^ significandy reducing development time and maintaining a 
consistent user interface to the user. Maintenance of the 
system is also easier duxNigh the use of inheritance. Inher- 
itance also allows the use of common objects across appli- 
cations. As a result, a system diat is capable d evolving over 

^ time to meet changing needs can be achieved. 

FIG. 2 illustrates the relationship between the companies 
{H'oviding customer service, the users of the system 10. and 
the companies customers. Multii^e companies may utilize 
system 10 as represented by company A 23 through com- 

50 pany n 24. A **company** may include service providers 23a. 
product vendors 23b, or other businesses requiring customer 
service 23c. These companies or businesses have one or 
more users, shown as user A 25 through user n 26, who are 
the actual contact points for the customers 27. Hie user is 

55 often an agent of the conq>any, however sophisticated cus- 
tomers may also be the '\isers** of the system 10 in situations 
wbiac the company allows those customers to directiy 
access business events and records stored in the system 10. 
The customers are those persons or entities that are the 

^ customers of conqMmies A 23 through n 24. The customers 
WBcy include individuals 27a, customer groups Z7h, and 
business entity customers 27c. 

FIG. 3 lUustratBS die basic operation of program 22, 
beginning at start step 30. Step 32 provides a customizable 

65 cust<aner service frameworic, whids is described in mxc 
detail in relation to FIG. 4. The customizable framework can 
be modified to correspond to customer service contacts or 
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types of customer savicc contacts with a particular cus- tomer contact management system 10 through a user intcr- 

tomcr or gjoup of customers. A customer service contact face. A user interface is something which bridges the gap 

mere generally referred to as a "contact", is a communica- between a user who seeks to control a device, and the 

tion between a customer and the uso: of the customer contact software and/OT hardware that actuaUy controls that device, 

management system 10, The user of the customer contact 5 The user interface for a computer is typicaUy a software 

management system 10 is typically an agent of the product/ program running on the compute's central processing unit 

service provider. The contact can be initiated by either ttie whidi responds to certain user-entered commands. Display 

customer or &e user by way of any communication mecha- screens are associated wi^ the user interface to provide the 

nism whereby information, products or services are user with visual access to the user interface. FIG. 4 shows 

exchanged. '^Contact types** are categories of contacts. This ^t^^ visual access screen for a customizable framework, 

categorization is completely definable, so diat a categmy program22 uses object-based windows to provide the visual 

may be defined as contacts using a specific communication access for the user interface. Therefore, window 50 provides 

mechanisnu or inbound contacts, outbound contacts, etc. In visual access for the user interface for the customizable 

fact, a contact type can represent each individual contact if ftamework. The depiction shown in window 50 is the 

desired, so that certain contact types do not rqprwent preferred user interface window, but it should be recognized 

"groupings'* ofcontactsataU,butrathcrrepresentmdividual ^at other user interface display layouts for the customizable 

contacts. A "contact** is a generic term for a communication could be used without departing from the scope 

between a customer and the user, and a "busmess event" is ^fTTj^ i«i,<.«n«n e ^ 

a specific instance of a contact between a customer and the present mvcntton. 

us^a specific date and time. In other words, a business Wmdow 50 includes a menu }^J^;^^}f^f^^J^ 

event is defined to be a specific one of the contacts. An 20 address informaUonficW56,ac^dmJiotd>ookficld^ 

examde oi a business event would be a fax sent to the user filtering field 60 and a recods field 62. The menu bar 52 

by the customer for an crder on Jan. 1, 1994 at 9:00 am across the top of window 50 includes a set of standard menu 

This specificity distinguishes a "business evenr firom the options rqjresented by various terms. The tool bar 54 

more generic term "contacts", which refers to business includes certain information, such as date and tiine, as well 

events in general 25 as selectable function icons to perfc^m predetdmined fiinc- 

It should be noted that the contact types could be defined tions upon selection of die corresponding icon. The address 

to rqjicsent actual business events as well as contacts or information field S6 is used to display customCT address 

contact groupings. In other words, using the previous information. Newly acquired address information relating to 

Gtan^e. a contact type could be defined as narrowly as die a custonwr may be added by accessing a function icon 64 

contact type representing a fax sent to the user by a specific 30 which will provide a nested window (not shown) in which 

customer for an order on Jan. 1, 1994 at 9:00 ajn. However, the new address information may be entered. The records 

the contact types could also be defined broadly, as in a field 62 is used to display documents and contact informa- 

contact type representing customer orders. Accordingly, tiie tion corresponding to business events. The filtering field 60 

contact types which arc ultimately used to define the cus- provides access to contact types which are defined wiUdn the 

tomizableframeworkmay be defined in any fashion desired 33 customizable firamework, to locate records within diose 

by the company utilizing the customer contact management contact types. The filtering field 6# also provides a method 

system 10, whidi makes for a very flexible and user-£tiendly of entering filter criteria to filter out records within certain 

customer service tool. contact types by way of progressive iterations, thereby 

Again rcfcning to FIG- 3, die customizable framcworic reducing the total available recoids to diosc assodaied widi 

can be specifically modified accoiding to contacts or contact 40 a desired one or mote contact ^s. The filleting criteria are 

typcsrelatingto aparticularcustomerorgroupof customers. typically based on the type of user-customer relationship. 

This modification results in the definition of a custom and more particularly to die contact types, which arc defin- 

fi^mcworfc shown at step 34. This step involves die indu- able. Therefore die filtering criteria is also definable accord- 

sion or exdusion of particular categories of user-customer ing to the prefnences of die company utilizing die customer 

relations and conucts, i.c. the hidusion or exdusion of 45 contact management system 10. The calcndai/notebodg Add 

contact types, defined as broadly or narrowly as desired. 58 displays all contacts, based on die oiirent filter criteria. 

Once die custom framework has been defined, step 36 fw a particular customer. Hiisfidd can display contact dates 

provides access to the uscr-custonacr relations and contacts and contact types, or altemativdy can display business 

defined by the custom framcworic rdating to diat customer events related to the custcnner. 

or group of customers. The user-customer relations, ie., 50 FIG. 5 is a diagram of a piefexred user interface window, 

notifications of die occurrence of contacts, can be generated referred to as the contact desktop window 70, for access to 

by the user in step 38. FiirtfiermcHe, step 40 shows that the customizable framework as in step 32 of FIG. 3. The 

previously generated or stored contacts can be located by contact deskt<^ window 70 shows more detail of die visual 

searching the database for diose contacts rdating to the representations sdected in the preferred embodiment The 

customer or group of customers. When a notification of a 55 address infama^ion fidd 56 is depicted as a cMi^uterized 

contact is generated in stq) 38, a record or document dqjictionof a card file, f^oviding the ability to electronically 

associated with diat contact is generated at step 42 to provide **diumb throu^** the customer list database. The calendar/ 

a xecocd of the substance of that user-customer contact notebook fidd 58 is shown in notdsook mode, which |ho- 

Similarly, contacts initiated by a customer can be stored as vides die user widi a list of business events. When in 

a record in the system. Finally, any cf die generated, stored, 60 calendar mode, the calendar/notebook field 58 displays a 

or located contacts which have associated records can be calendar upon whidi various contacts, and their cone^nd- 

accessed at any time by die user, as shown in step 44. Step ing date occurrence and contact type, can be di^layed. 

46 shows that additional contacts can be searched or stored The calendar and notebook only di^lay those contacts 

by returning to step 36. Odierwise, the process ends at step which satisfy the current fiUer criteria. The calendar/ 

48, 65 notebook toggle sdector 72 is used to switch between 

FIG. 4 is a depiction of a user-interface access display of notebook mode and calendar mode. When in calendar mode, 

die custcmiizable framework. Hie uscx interacts widi cus- die labd "notebookT would appear in place of die labd 
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'^calendar,'* whicb allows switching firom calendar mode to Additional special filter processing may also be defined, 

notebook mode. Whether such filter processing is required is determined at 

The custonkr file 74 of FIG. 5 is a conqxiterized depicdon step 88, and if so« is defined at step 5K^. Such special filter 

of a folder representing an account file which contains processing allows a desired business event within a contact 

detafled infonnation about all contacts relating to that cus- 3 type or sub4ype to be located by numeric or a^hanumeric 

tomier or gtoiq) of customiers. Entering a customer nunlbcr search criteria. Use of the special filter processing will be 

into data aq>turc field 76 designates a particular custom described more fully in the description related to FIG. 13. 

frameworlc relating to that customer. The customer may also The framework definition continues at decision step 92, 

be identified by entering the customer's name by way of a where the user determines whether user preferences are to be 

name ccpture icon on the tool bar 54» or tiirough Automatic defined Where such preferences are desired, a user prefer- 

Number Identification/Dialed Nuniber Identification (ANI/ ences window allows the user to ii^ut the preferences at step 

DNl) technology. In the prefened embodiment, ANI/DNI User preferences may be modified at any time by the 

technology is used to automatically activate die custom <iser. The user preferences window aUows the user to cus- 

framewoifc associated with the ooiiq>any that has an asso- ^owazc his or her customized framework to change contact 

dationwithacustomerwhohasinitiatedatelei^onecontact .5 type aiKi sub-tyj^ di^lay arranpmente^^ 

with the user. When the custom framework has been notebook hkhIc for die calendar/notebook field 5^ 

specified,Uiecustomerfile74isn5placedbydierecordsfield t^lX^'^L^t.nt^'^^ 

^d filtering field eO as shown in HG. 4. conjunction with die descnption 

HG. (Ms aflowcUagram of tbe^ I>ecision step 96 of FIG. 6 shows that modification is 

fi^oit InnG.3,aaisto^^ 20 aUowed to change die selected contact types, contact sub- 

34. FIG. 6 provides die basic flow of dus fran^wOTk ^^^^ ^ preferences as shown by flow 

definition. The process begins at start step 80. At step 82, die 100^ 104 respectively. If no further 

contact types associated widi a particular custtxna* or group modifications arc necessary, definition of die custom frame- 

of customers are detennined. This involves die selection of ^q^]^ stq> ends at stop step 106. 

die contact types diat have occurred, or are antic^>ated to 25 FIG. 7 is a diagram of a preferred display layout for 

occur in the future. The contact types are used as the user's providing access to the contact types and sub-types within 

primary filter criteria to filter out records within certain the iUteiing field 60 of the custom framework, which is 

contact types, diereby reducing the total available records to provided for within step 36 of FIG. 3. The filtoing field 60 

those associated with a desired one or more contact types. is preferably, but not required to be, placed adjacent to die 

Rqxresentative exan^les of user-customer contact types 30 records field 62. The filtering field 60 indudes a primary 

where a company provides a telemarketing or catalog order- filtering criteria block 110, and a secondary filtering criteria 

ing service mi^ include: orders, mail ccnespondence, block 112. The primary filtering criteria blodi 110 includes 

ccnespoDdence by Uoi, specific order number, telcfihoDe a number of selection tabs conesponding to contact types 

contacts, dectronic data interchange (EDI) oommunicationsy defined fay the custom framework. These selection tabs 

shipooents, product returns, customer inquiries, ttc Again, 35 allow the user to select a contact type to filter out business 

the contact types may be defined to be as broad or narrow as events which ace not associated with that contact type, or in 

desired, and the contact types would preferably correspond other words, to reduce the total number of available business 

to the types ci product, information, or services provided by events to those within (he selected contact type. For pur- 

the company. poses of illustration, exan^les of contact types and dieir 

Once one or more contact types have been defined for a 40 associated selection tabs are shown in the primary filtering 

customer, die company using the customer contact manage- criteria block 110. These contact types include Shipments, 

ment system 10 may specify wbedier contact sub-types are Fax, Mail, Orders, All (contact types). Touchtonc, EDL 

to cociespond to each contact type. The decision to include Phone, and Ordei# (or<kr number). Also within die primary 

contact sub-types with a particular contact type is perfonned filtering criteria block 110 are die up and down aaows 114 

at step 84. If such contact sub-types are desired, contact 45 and 116. Acluating die up arrow 114 will bring additional 

sub-types are designated at step 86. Following this selection tabs into view in the primary filtering criteria block 

designation, or where no contact sub-types are required for 110 in place of one or more of the existing selection tabs, 

a particular contact type, custom firamewock definition con> Actuating die down arrow 116 will scroll back to die 

tinues at st^ 88. previous selection tab display. These arrows allow as many 

Contact sub-types provide secondary levels of filtering so selection tabs (and tfaerefcfe contact types) to be defined as 

criteria through progressive selection iterations existing desired, without having to display all of them at one time, 

contact types or new contact sub-types. A contact sub-^pe Contact types may be defined to include one or more 

may rqxresent new filter criteria which would only be contact sub-types. These sub-types are shown in the sec- 

assodated with a particular contact type, crinay represent an ondary filtering criteria block 112. Exanq>les of contact 

existing contact type. For instance, two d the total number 55 sub-Qrpes are shown in FIG. 7 as the All, Oders, Returns, 

of contact types could be defined as orders and telephone and Inquiries sub-types which are related to die selected 

communications, but telephone commnnicarions oouM also Phone contact type. A contact sub-type may represent new 

be defined as a contact sub-type of die ofders contact type. filter criteria which would only be associated widi apar- 

This allows progressive filtering to'locate business events ticukir contact type, or may rqiresent an existing contact 

wfaLcbincludeonlyordersmadeviatelqE)hone.Alternadvely, (o type. For example, die All and Orders sub-types are also 

new contact sutv-types associated with a particular contact ^own as selection tabs relating to contact types in the 

typemay be associated widi diat contact type. For cxan^, primary filtering criteria tklock 110, but are defined to be 

a shipment contact type may include contact sub-types such contact sub-types of the contact type labeled Fhone. Other 

as sh4>ment by rail, sh4>ment by air, di^mient fay mail, etc. contact sub-types can be defined to only be associated widi 

This flexibility in the definition of contact types and contact 6S die Fbone contact type, and would not also be inchided as 

sub-types provides for a pomaM and user-fiiendly cus- contact types having selection tabs in die primary filtering 

tomer service tool criteria block 110. 
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The prefarcd access media for accessing the contact will receive during use of the customer contact management 
types and sub-types is an electronic desktop file folder system 10. Internal messages and scripting messages pro- 
displaying file tabs which resembles a physical file with file vide assistance to the user upon the occurrence of a prede- 
tabs. The file tabs, generically referred to as selection tabs tennined event and will be described in more detail in the 
above, provide the user with a recognizable and user- 5 description rdadng to FIGS. 20 and 21. 
finendly electronic file. The file and file tabs can be seen in pjg illustrates a company selection window 150» 
the filtering field €%. The contact sub-types are depicted as company for which to 
paper cUps which bind the records assodated with the ^ preferences in the user preferences window 
selected contact type (file tab) and contort sub-type. K 130. A user may be providing customer service for multiple 
should be recognized that ihe depiction of FIG. 7 may be ^^.^ J^, J ^ associated with only one 
modified without altering the scope of the invention, and ^.^^.^^^ipanies. In that case, the corresponding coinpany 
therefore should not to be taken m a hmitmg sense. ^ ^^^^ company selection window 150. 

HG. 8 is a diagram <rf a prefarcd display layout for ^ ^ accessed in more than one way, 

providing access to the contact ^s within Ihe calcnda/ including activating the change cora^y selector 138 hi tfie 

notebook field 58 of the customer ftamcwork, whidi is ^5 prrfcrenccs window 130 of FIG. 9, whidi aUows the 

provided for within ste^ 36 of HG 3. When in calendar ^ modify the user preferences fa* that company. The 

mode, the occurrence of one or more business events on a is also accessed upon entering the usa preferences 

particular date is di^layed the calendar 120 by a visual 130 where the system includes more than one 

attribute supcriii^)osed over the calendar date. EMflfcrcnt company, so that modification of the user prefeiences wiU 

visual attributes can r«5)resent different contact types so that jo take place only with respect to the chosen company, 

selection of a date having a certain visual attribute xhcccfae, contacts relating to a particular con^y will 

correspond to business events of a certam contact type. The ^ ^ ^ preferences to niatdi those user 

visual attributes used in the ptefcared embodiment of the pr^^ences defined for that oon^any. 

nesent invention include various-colored rectangles (color « . * ^ j 

visual attnbute is shown as attnbute U2. wludi is super- of i«fc«ni»g the selection is by using a compute- 

imposed over a calendar dale. , , . . driven mouZdicking the inouse button once on the desired 

The contact types which can be d^pUyed in «kn<^ company, and thendteking the inouse button on the Select 
notebook aeld 58 whoi in «lendar mode are listed in the j^^^ ^ „„^y may also be selected by "double- 
calendar legend 124. Calendar legend 124 .s ac«ssed by „ ^^on IhedS co^any. Computer^JriCen mouse 
activating the Legend selector 126. The calendar legend is process of double-clicking a mouse is weU 
defined daring defimtion of the curtom &jmewortan^ K in the art^md wiU not be firthw described herein, 
be redefined as deskcd. The operattwi «rf Uie calendar tegawl j . . ^ ^ am^iany selec- 
124 is described more fuBy in the descript»n of HG. 14 ^ takingT^user back to 7e ^ evious 

FIG. 9 is a depiction of a user i«f<»noes windowm. as ^j^^ut selecting a company, 

which Ulows *e user to cu^omize »;^« Jff w«tang invention's filtaing function can be 

environment uscx may drag and dmp defined contact ^ accordance with nO. 11. As previously 

type iUe tabs to fomi a oistom file tab «T«««ient TWs ^ ^ 

aUowstteusfftomoveftte«d,sttM^a«^^^ S^^t S« contact ty^Sed witL the custom 

'^T."^!T^%L^^^VS2^nrf ftain«^k.SelectionofaS,actsasafil.erinnanowing 

J^t^bSSS S JSSr^SriS«5S thi the total number of business events to only those which are 

ttic file ^^^f^^J^.^^.J^'^S^ of the coutacttypc selected. Business events are categorized 

tocation of the file Ub laWrf Inquuy »*«vn««2« j^to one or moiTof the contact types so that they can lata 

the filtering fleU 60 wouU then be m the "™>^>»^ ^e located through filtering. When die calendar/notebook 

d^edthroughtheuseomeus^prcf^^ « J'rfdSgisinnotetookmodl.saisinnG.ll.thenotebook 

'^^^"'.^^l^,t^^^,S^^c 1« <»M«y« ^ bu^«* l« *Mdi are leftremain- 

tab order vm the company default selecta i^uitiicrmorc. • ^ i . ^. i> a* • *i. r 

Miu wixH^ »M» t»*v ^y^MM^^j . fni|g^»j|j- selection of a file tab in the nnmary fUtenng 

fee usa may at a^ tm« switch to a ^«nt oistom IM. business events 1«S on the 

framework VM the change eompjmy selertor 138. Tte word ^^^^^ conespoml to the business events which 

-company" is used since rt « oflen the case that the us«« » ^J^c o^tScSed via the file lab. Any one of 

providing service for more ^f^^^^^P^ ZS^<^SS^^o^Lbo6kmLa1bcn 

together comprise be selected for display in the records field 6Z 

each company serviced by the user may have duierent *^ ' - * 

custom framcwOTks and different file tab defaults. The user The calendai/notcbook toggle selector 72, previously 

preferences window 130 is opened through the menu bar 52 55 described in HG 5, allows the user to toggle brtw^n 

or the tool bar 54 shown in FIG, 4, and ^ch is jwefcrably calendar and notd>ook mode. When m calendar mode, the 

a part of each custom framewoA. Thus, the user preferences calendai/notebook toggle selector 72 reads '•Notebook" to 

window 130 aUows display modification of the access to &e enter notdxwk mode, and when in notebook mode, Ae 

contact types step 36 of FIG. 3. calendai/notebook toggle selector 72 reads Calendar" to 

Hie user preferences window 130 also aUows the user to 60 enter calendar mode. The calendar displays thc^^ 

select a default display mode for the calendar/notebook field of one or more ^j^^J^^^P"^^,^^ 

58 by selecting cfiicr the calendar or the notebook in the cntena used in the filtering field 60 (FIG. 7). The 

StS^iSrt diSuy^ calendar WiU be described marc fiilly in the desaipuon of 

notebook will be initially displayed, depending on the selec- FI^- 

tion made. The user preferences window 130 also provides 65 An additional level of filtering is provided through contact 

for input of the expoience level of the user.ThU wiU dictate sub-types, represented by the electronicaUy dq)ictcd paper 

whidi scripting messages and internal messages the user clips, one of which is shown as die "All**pq)er dip 164. Any 
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of these paper dips can be selected, wfaidi wiU further a file tab defined to utilize special filter processing. Numeric 

reduce the number of business events listed oh tiie notebook or a4)hanumeric search crittxia can then be entered into the 

or the calendar. The prefeired display shows the presently spedal filter processing data c^mne field 192. For example, 

selected paper dip 164 at the left end of the paper disps in for the file tab labeled (>rdei# 194. the user could enter a 

the secondary filtering criteria block 112. Each time a new 5 q)ecjfic order number on vdiich to filter. All contacts related 

sub-type is desired, a paper dip is selected which immedl- to this order number would ttien be listed on the notebook 

atdy switches places with the paper dip currently at the left 160, or on the calendar when in calendar mode. The user can 

end of the secondary filtering criteria block 112. Similarly, enter a new contact descr^tion andrefiltcr the contact list by 

where a file tab is selected from the "back row" of the activating the Lookup selector 196. The Cancel sdcctor 198 

filtering fidd (shown as the shipments, fax, mail and orders lo doses the spedal filter processing window 190. If there are 

file tal>s), die front and back rows switch places so as to no contacts with the entered description, a message appears 

enable (tisplay of the paper clips assodated with the sdected alerting the user to that effect 

file tab. FIG. 14 is a depiction of a calendar 120 displayed in the 

Filtering is essentially Uie Boolean "AND** function of the calendar/notebook fidd 58 when in calendar mode. Contacts 

contact types and the contact sub-types. Sdecdon of file tab occurring on a specific date are shown on the calendar 120 

Fhone 166 and paper dip Orders 168 results in a notebook by superimposing a visual attribute over die calendar date, 

display of "phone order** contacts with the designated cus- EHfferent visual attributes can represent difierent contact 

tomer. The business events listed on the notebook 160 roust types so that selection of a date having a certain visual 

therdfoie be botti a tdephone contact AND an oidei: Hie attribute will cocrespond to business events of a certain 

nuniber and type of business events listed on the notebook ^ contact type. A cross reference of the ccmtact types to the 

160 dynamically change according to the file tab (contact visual attributes available is shown on die calendar legend 

^rpe) and paper dip (contact sub-type) sdected for a par- 124 shown in FIG. 8. Referring briefly to FIG. 8, the 

ticular customer. When in calendar mode (not shown), the calendar legend 124 dis^days ioformation to help the user 

number and type of business events displayed on the cal- decipho' the contacts which are displayed on the calendar 

endar also dynandcaliy change accoffdiiig to the file tab and ^ 120, and is definable to cocrespond to a paiticular customer, 

pq>a- clip selected. group of customers, or ofiicr entity having a customer base. 

One prefeired file tab is shown as the "All" file tab 170. ^ addition to die visual attribute cross reference, the cal- 

TOs file tab essentially removes the contact type filtering so cndar legend 124 has two default entries, labded Multi- 

as to Ust aD business events relating to the designated Event 200 and Today 202. Multi-Event 200 is used when 

customer within a custom framewOTk on the notebook 160, ^ niore tiian one contact occurs on a given day. Today 202 

A similar fimction is provided for contact sub-types, shown highUgJits the current date. 

as the All paper clq> 164. This willlist all business events on Returning to FIG. 14. the calendar 120 displays all 

die notdTook 160 which relate to the sdected file tab, contacts, based on the cunent filter criteria, for a particular 

regaidless of the existence of contact sub-types. Again^ die customer or group of customers. The depiction of contacts 

notebook 160 list of contact events dynamically changes 204, 206 and 208 on the cdendar correspond to business 

each time a filtering change occurs. evats which are of the contact type selected via the file tabs 

FIG. 12 is a depiedan of a notebook 160 displayed in die filtering fidd 60. Any one of the business events 

caleadai/notd)ook fidd 58 when in notebook mode. Under represented by contacts 204, 206 and 208 shown on die 

die contact deso^tion column 172, the business event Ust ^ calendar 120 can be sdected for display in the records field 

162 di^ys all contacts within the scope of die filler criteria 62. 

defined by the contact types and sub-types for a paiticular The calendar month-forwani anow 210 allows the user to 

customer. The business event list 162 is prefembly displayed scroll f crward by month, and the calendar month-backward 

chronologically, as shown by the date column 174. The arrow 212 allows scrolling through previous months. The 

notebook filter status field 176 indicates which contact types calendar filler status field 214 indicates which contact types 

and sub-types have been sdected via the file tabs and paper and sub-types have bccu sdected via the file tabs and papa 

cLq)s. dips. The letter under calendar dates in which a contact 

The notebook 160 is used by die user to display die occurred reiHcscnts the contact type itself . Fw instance, die 

histcfy of the user-customer conta<^. ft also provides a "0" under die calendar date represents an "Qrd<^ 

method in which a business event may be selected for 50 contact type, which can also be seen on the calendar legend 

displaying detailed information, i.e. tixe associated *Yecord'', 124 of FIG. 8. 

of the business event It consists of one or nuse pages diat The calendar 120 also includes <^on selectors, induding 

may be paged through by activating the notebook page-back the Month sdector 216, die ^^ew Year sdector 218« and the 

178 cr notebook page-forward 180 icons at the bottom left Legend selects 220. The calendar legend 124 of FIG. 8 is 

and bottom right respectively of the notebook 160. Selecting 55 accessed by activating the Legend selector 220. The Month 

a business event or paging through die notebook 160 is sdector 216 opens a window (not shown) listing the previ- 

preferaUy performed through the use of a conqMiter pointing ous 12 months, in which die user can sdect a particular 

device such as a mouse. When die user selects a particular month to view. The View Year sdector 218 shows die entire 

t)usiness event, it is highlighted as business event 182 calendar year. 

indicates. Upon sdecdon of a business event, a record of die so FIG. 15 is a depiction of a cdendar year-in-review 

business event is displayed in the reooids fidd 62 (see FIG. window 230 which shows the entire calendar year when die 

4). View Year sdector 218 is sdected. When die calendar 

FIG. 13 illustrates die use of a special filter prooessmg year-in^review window 230 is opened, all contacts from die 

window 190. Special filter processing allows a desired past 12 months (induding die cmrent mondi) which satisfy 

business event within a contact type or sul>-type to be 6S the current filter criteria are displayed. The user can sdect a 

located by numeric or alphanumeric search criteria. The rnxxith to view from the year-in-review cdendar by selecting 

q>ecialfilterprocessingwindow 190 opens i^nsdection of a mondi and subsequenUy activating die sdector labeled 
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Select 232. The prefored method <rf pofotming toe selec- desired, the "AU" file tab is selected at step 2M, and the 

tion is by using a conwutcr-driven mouse, clicking the i»ocesscoiitiffluesalongpath2«6.1f filtering of contact types 

mouse button once on Ac desired month, and flien diddng is desired, a file tab is selected at stq) 268. This wiU reduce 

ftemouse button on the Select 232 button. A month may *^<^^ of avadaWebusiness events toftose mthm 

"»tesdccted by "doublc-clidSng- on the desired month. 5 'l^^" * Ttii'^t^^^ 

,hcC«.cdseuir234s^^^s««c^J^^^ iS^'J^Tc^t^y"^ 

review window 236, makuig no dunges to die deodar ^'^^p^^^^^..^,^'^^^ 

may dect to further mtcr the business cYcatsthiou^ contact 

The contacts displayed on the calendar year-in-rcview sui>.typc filtering at decision step 272. If it is desired that aU 

window 230 arc those that satisfy the current filta cntcna. w sub-types be displayed, Le.. no sub-type filtering is 

which is defined by the selections in toe filtering field 60. A the "AU" popes clip is selected at step 274. and the 

selected month is highlighted as shown by month 236. The j^^^s ccMitinues alMig path 276. If fiUoing of contact 

calendar year-in-revicw filter status field 238 indicates sub-types is desired, a contact sub-type selection tab (ie., 

whidi contact types and sub-types have been selected via the rqjresentation of contact sub-type) is selected at 

file labs and paper clips. Contacts are diq)laycd using the " ^ ^ ^u^jb^ of 

same visual attributes as when a single month is dispUyed, available business events to those within the selected contact 

as defined by the calender legend 124. ^ contact sub-type. 

FIG. 16 is a depiction of a multiple contacts window 240. At any time within this filtering process, selection of a 

This window is activated upon selection of a calendar date ^ desired business event can take place. This is depicted by 

having nuilt^le contact events. Where nuiltiple contacts providing steps 264, 274 and 278 with access to dedsion 

relating to a particular customer or group of customers step 280 of FIG. 17B which provides a starting point in 

occurs on a particular day, the visual attribute depicted on selecting a business event. Decision step 280 shows that the 

that calendar date couesponds to the Multi-Event 200 con- ^uls the option <rf locating a business event by way of the 

tact type shown on the calendar legend 124 of FIG. 8. The ^ calendar or die notrfxwk. if the notebook mode is desired at 

multi-event visual attribute shown in FK3. 16 is attribute decision step 280, the process continues to step 282, where 

242. where the "MT under the calendar date represents that .^^^ dctcnnined whether tiie default mode is the notebook 

multiple contacts occurred on that day. Other visual calendar mode. Briefly referring to 

attributes, such as color, may also be used to designate pjQ 9^ preferences window 130 allows tfie user to 

multiple contacts. ^ select a default display mode f ex* the calendar/notebook field 

When the multi-event calendar date is selected, the mul- 5g by selecting either the calendar or the notebook in the 

tiple contacts window 240 lists all of the contacts between initial contact display field 140. If the default mode has been 

a conqjany and a customer on the multi-event calendar date. selected to be the notebook mode, the process proceeds to 

The display is similar to the notebocdc r^esentation in the step 284. If die default mode has been selected to be the 

calendar/notebook field 58. Under the contact description calendar mode, the user may switch to notebook mode at 

column 242, die business event list 244 di^lays all contacts step 286, and again the process proceeds to step 284. Step 

widun the scope the current filter criteria defined by the 284 entails listing all of the business events on the notebook 

contact types and sub-types for a particular customer on that acc(xding to the filter criteria selected by way of steps 262, 

calendar date. The multq>le contacts filter status field 246 264, 268, 270, 272, 274 and 278. From tiiese listed business 

indicates which contact types and sub-types have been ^ events, one may be selected as shown at step 288. 

selected via the file tabs and paper dips. The multiple Similariy, if tiie calendar mode is desired, the process 

contacts window 240 also provides a method m whidi a fiojffs firom decision step 280 to stq> 290, wherein the default 

business event may be selected for displaying detailed mode is again ascertained If the calendar mode has been 

infomution, ix. the associated ^YeooErd** in the reccxds field selected as the default, the process proceeds from step 290 

62, of die business event The user can select a business ^ 292. If die default mode has been selected to be die 

event and associated leoocd for viewing by diddng on a notebook mode, the user may switdi to calendar mode at 

business event and subsequendy activating die sdecXor ^^ep 294, and continue at stqi 292. The business events 

labeledSelect248. A business event nay also be sdected by according to die current filter criteria are disjdayed at step 

doubie^licking on the desired business event Once a busi- 292. St^ 296 indicates diat die possibility exists for moct 
ness event has been selected, the carrcqx)nding record of die ^ ^^n one business event to have occurred on a given date, 

contact wiU be displayed in the leooids fidd 6Z Hie Caned where diore arc no multiple contacts on die desired date, the 

selector 250 singly doses the multqileoontaxts window 240 desired business event can be sdected directly from the 

widiout selecting a business event or dispUying a coire- calendar as shown at step 298. Where tiiere are multiple 

sponding record in the records field 62. contacts on the desired date, the multiple contacts window 
FIGS. 17A and 17B togedicr conqjrisc a flow diagram of 55 240 (FIG. 16) can be accessed as shown at step 300, and die 

die step 40 of searching for business events. This diagram process proceeds at step 302, wherein one of the business 

generally summarizes die filtering and searching of contacts events listed on die midtiple oontacU window 240 may be 

and contact types described above. In FIG. 3, searching for sdected. 

business events relating to particular customers widun the Returning again to FIG. 3, it can be seen at step 38 that 
custom framework is shown in step 40. FIGS. 17Aand 17B ^ notifications of the occurrence of business events are gen- 

fvovide the basic flow of this searching process. crated and stored by the user which may be later searched at 

The process begins at start step 260, and continues to search step 40. User-generated business events are crften 

decision step 262 where it is detamined whether contact those induding such information as advertisement or catalog 

type filtering is desired. Contact filtering is preferably mailings (or odier product^service^inf wmation source 
accon^)lished by selecting a file tab in die filtering fidd 60 6S mailings), user-initiated coircspondcnce. surveys, mquiry 

(FKj. 4) corresponding to a particular contact type. If it is re^wnscs, billings, shipments, ot any odier user-initiated 

desired diat aU contacts be displayed, Lc., no filtering is business event. A notification diat diese user-generated busi- 
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ness events have occurred are generated by the user. The differeat messages may be displayed depending upon the 

user can also generate business event notifications when the experience level of the user, which is defined via the user 

customior initiates the contact, and the user enters infonna- preferences window 130 of FIG. 9. Therefore, a message 

don regarding that contact An example would be whm a which may only be appco^tc for an ioexperienced user 

customer telephones the user, and the user generates a 5 will not appear for an experienced user. The message is 

notification of a business event (and possibly a correspond- di^layed in the message field 332. In addition, multiple 

ing record) relating to the telephone conversation. A busi- i^}^^ 334 can appear on internal message window 

ness event notification could be generated by the user upon ^'^"^ of selector 334 appeanng on this wmdow 

any customcr-initiated business event whether the conta^is ^ ^« "P^*" "^V"^' ^ ""^^ 

madcbyteiephone,fax,EDI.letter,in-personcontactoiany lO has with regard to the message. A^^ 

other customer-initiated contact These notifications of the ST"^ depending upon the type of message 

occurrence of business events include the time, date, and wnicti is displayea. 

contact type, and provide the means for subsequent business illustrates a preferred method of providing 

event searches scripted messages to the user. A scripced message window 

to the prrf^ed embodiment of the invention, notifica- is ^ P^;^'^ V^ti messages to Ae usar to assist the 

^ Tt. ■ . u ^ .J user in the cusioma semcc process. The scnpted message 

dons that business events have occmred are generated Ihe scripted mes«ge field 342 is intoidedtobe 

automatically upon the occunreDce of a user-ioitiated con- svujaw. luwaagt uuu ^« » u>tui>wu ut 

"~r n r~' *^ u -7™"*** " contemporaneously read to the customer by the user during 

tact For instance, where the user generates a letter to be sent . JI^Tk. ».-. «.t 

to a customer, a business event has occuired. and a notill- a contact Ihe content of the soiptedn^ 

cation indicathig the time, date, and contartV would be » "^^^f*** P«md«l is defined for each 

^^^ad^^bi^<^^Lyaso^1^S "P*"" the expenence level of the user, whtd^ is defined by 

»jh!Tl^I7!»<i^»^ way ^ *e "S" preferences window 130. This allows 

^^t^^^^t^^^:^^^^^^^fT^ inexperienced users to obtain a higher degree of assistance 

can be automatically recacoea as tne occurtcnce of a busi- .^a. ^^ u*. ' ^ r - ^ 

ness event when a customer or group of customers is 25 than what would be requ«ed for an expcnenoed user. The 

^LdWlJ^ number of sdectors 344 appearmg on the wmdow will 

T^t^ can then be suppleiSly the^er. ^T^'^y'S ""^^ ^ 

The occmiencc of a business event may also involve die 'p^^LiTa caU record entry window 35#. which 

generation and storage off a coffcspondmg record of the ^ ^ ^ ^^^^ performed during a 

ajntent of the busmess event. telephone contact TUc caU recoid entiy window 350 is not 

HG. 3. Records may be generated by die user after or durmg ^ telephone contacts, but rather could be used for 

the course of a contact For example, where a customer io-person contacts, dectionic discourse, or any other contact 

makes a contact witii the user, the user may mdicate diat one ^ customer engage in •Ywd-time" user- 

or more business evenu has occ^ customer discourse. TUe caU recoid entry window 350 is 

records detaihng the nature of tfiose busmess events. displayed when the user selects the Exit selector 352 on the 

Records may also he ^ncrate^^ documents toolbar 54, or when the user exits Ihc call from the menu bar 

rafter than creatmg the record thnmgh user mput Si This window displays aUinformation gadiered aboutthe 

FKj. 18 illustrates an embodiment of a reccad window call currendy being saved in the function information field 

310 in the record field 62. All records satisfying the ament ^ 354. Various functions that were poformed, shown in the 

filter oitcria are available in the records field. The user may function name field 356, are time stamped, and the closed 

scroll through the records of the buaioess events in the time of the function is displayed in the elapsed time field 

record field 62 by selecting the records page-backward icon ^gg. This allows Che user to review the length of time q)ent 

312 or the reocrds page-forward icon 314. This essentially fo^ each function. Any notes entered by the user during the 

*1ums the page** of the electronic reconls file. The user may call are diqjlayed in die call notes field 360. Additional notes 

also mark a record by selecting die ronuider icon 316. The tmy be entered by the user by typing the notes in die call 

reooids filter status field 318 indicates which contact types notes field 360, or by selecting comments from the standard 

and sub-types have been selected via the file tabs and paper provided in the standard comments field 362. 

Different standard comments can be defined for different 

FIG. 19 shows a reason codes window 320, which pro- 50 conq>anies, or even for different users and customers. The 

vides a list of company-specific codes and descrq)tions of user can specify his or her impression of the customer's 

the reasons a call was exited. The reason codes are used to satisfaction levd by selecting a satisfaction level from the 

reoofd statistics as to the reason fxeselected contacts (e.g., customer satisfaction scale 364. 

telephone contacts) were terminated prior to iiqHitting a The invention has been described in its presently contem- 

business event for die customer. In the prefenred system, the 35 plated best mode, and it is dear that it is susceptible to 

user must select a reason code when such a contact has been various modifications, modes of operation and 

terminated. The reason code field 322 provides a numeric or embodiments, all within the ability and skill of those skilled 

alphanumeric code which corresponds to a description in the in the art and widiout the exercise of further inventive 

reason code description field 324. The "OK^ sdedor 326 activi^. Accordingly, what is intended to be protected by 

doses die reason codes window 320 after areason code has ^ Letters Patents is set forth in the appended daims. 

been selected. What is daimed is: 

FIO. 20 illustrates an internal message window 330. This 1* A computerized customer service system for assisting 

window is used to display internal messages to the user a user in providing service to a customer in connection with 

which are intended to assist the user in the customer service products, information and services, the customer service 

process, and are not intended to be provided to the customer. 65 system conqirising: 

The content of the messages and when the messages are to a) a computer system for storing, displaying, and pro- 
be provided is defined for each company. Furtheimore, cessing informadon; and 
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b) software comprising directive informatioa for config> 
uring the computerized customer service system within 
the conqHiter system, the software impiemeatiiig in the 
computer system the steps of: 

i) storing customer relationship infocmatton, including s 
customei ideotificatton infonoation and one or more 
business events related to one or more customers; 

ii) providing a customizable framework for storing, 
letrieving and displaying the customer relationship 
information according to one or more contact types 10 
related to the one or more customers; 

iii) displaying a dq>icdon of the one or more contact 
types within the customizable framework associated 
with the one or more customers; 

iv) locating a business event within die customizable i5 
framework associated with the one or more 
customers, by selectively processing any one or 
more of the customer identification informaticai, a 
contact date, and one or more of the contact types; 
and 20 

v) selectively displaying one or more rec<Hds detailing 
die business event located by the locadng step. 

2. The customer service system of claim 1, further com- 
isising die stq> of contemporaneously generating a new 
business event during die occurrence of user-generated, 25 
system-generated and customer-generated contacts. 

3. The custcma service system of claim 1. further com- 
prising die step of automatically generating a new business 
event upon the occurrence of predetemiined user-generated, 
system-generated, and customer-generated contacts. 30 

4. The customer service system of claim 3, wherein die 
step of automatically generating a new tiusiness event com- 
jvises die step of using Automatic Number Identification/ 
Dialed Number Identification (ANI/DNI) tedmology to rec- 
ognize the occurrence of the customer-generated contacts. 3S 

5. The customer service system of claim 1. wherein the 
step of displaying a depiction of the one or more contact 
types con^ses die step of di^laying a file folder having a 
labeled file tab for at least some of the one or more contact 
types. 40 

6. The customer service system of claim 5, wherein die 
step of locating a business event conqnses the step <tf 
selecting one or more d the business events associated widi 
a corresponding one or more of the labeled file tabs. 

7. The customer service system of claim 6, wherein die 45 
step of locating a business event further comprises die step 
of providing one or more sub-type file tabs corresponding to 
one or more contact sub-types, for further narrowing a total 
number of the business events associated with die corre- 
sponding one or mcse of the labeled file tabs if the business so 
event being searched includes contact sub-types. 

8. The customer service system of claim 7, wherein the 
stq> of displaying a file folder further conqnises the step of 
depicting the one or more sub-type file tabs as one or more 
titled piq)er dips binding the one or more reccxdswidiin die ss 
selected contact type and the contact sub-type. 

9. The custcmer service system of claim 1, further com- 
prising the step of specifying and selectively di^Uying the 
customer identification information related to the one or 
mere customers. ^ 

la. The customer service system of claim 9, wherein the 
stq> of specifying and selectively displaying die customer 
identification information comprises the siep of visually 
depicting die customer identification infonnation in die form 
of a card file. ^ 

II. The customer service system of claim 9, ftolher 
comprising the step of using Automatic Number 
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IdentiAcation/Dialed Number identification (ANI/DNI) 
tedinology to automatically display the customer identifi- 
cation infcsmation related to customer-initiated telephone 
and electronic business events. 

12. The customer service system of claim 1, wherein the 
step of displaying a depiction of one ot more contact types 
comprises the steps of: 

a) displaying a calendar; and 

b) di^ying, in association widi dates on die calendar, 
one or more uni<|ue attributes, each unique attribute 
corresponding to a particular contact type. 

13. The customer service system of claim 12, wherein die 
step of di^laying the one or more unique attributes com- 
prises displaying different colors, each color representing a 
different attribute. 

14. The customer service system of claim 12 wherein the 
step of displaying the one or more unique attributes com- 
prises die step of superinqx>sing the attributes over at least 
a portion of corresponding date fields on the calendar 

15. The customer service system of claim 12 wherein the 
step of disjriaying a calendar comfnises the step of selecting 
between mondi-in-review and year-in-revicw calendars. 

16. the customer service system of daim 1, wherein die 
step of displaying a depiction of one or more contact types 
con^rises the step of selecting between displaying a calen- 
dar dcpicdag the one or more contact types and displaying 
an ordacd list of the one or more business events within the 
one or more contact types. 

17. The customer service system of claim 1, wherein the 
step of displaying a diction of one or roorc contact types 
further comprises the step of displaying an ordered list of the 
one or more business events. 

18. The customer service system of claim 17, wherein the 
step of displaying an ordeied list conqirises the step of 
displaying all of the business events widiin one or more 
selected contact ^pes. 

19. The customer service system of claim 17, wherein the 
step of displaying an ordered list oonqvises the step of 
di^laying the cKdcred list on a depiction of a notebook. 

20. The customer service system of daim 1, further 
conqaising the step oi representing the one or more records 
as virtual paper representations. 

21. The customer service system of daim 20, wherein die 
step of representing the one or more records as virtual paper 
representations further con^srises the step of scanning hard- 
copy documents axresponding to business events to provide 
electronic rq>ticas of the hardcopy documents. 

22. The customer service system d claim 20, wherein die 
step of representing the one or more records as virtual paper 
representations further comprises the stq) of stcHing elec- 
tronic replicas of user-dcvdoped documents and system- 
developed documents corresponding to business events. 

23. The customer service system of daim 20, wiierein the 
step of representing the one or more records as virtual paper 
representations further comprises the step of receiving and 
storing customer-devdoped electronic documents corre- 
sponding to corresponding ones of the iHisiness events. 

24. The customer service system of daim 1, wherein the 
step of providing a customizable framewcxk conqnises the 
st^ of defining one or more contact types. 

25. The customer service system of daim 24, wherein the 
step of allowing any number of contact types to be defined 
comprises the step of allowing definition of user-initiated 
contact types^ system-initiated contact types, and customer- 
initiated contact types. 

26. The customer service system of daim 1, wherein the 
stq> of displaying a depiction ci die one or more coataa 



12/09/2003, EAST Version: 1.4.1 



t, *. 



5,737,726 

21 22 

types comprises the step of modifying the depiction to infonnation accocding to one or more contact types 

correspond to the number and deletion labels of the contact related to the one or more customers; 

types within the customizable framework. lii) locating a business event within the customizable 

27. The customer service system of claim 1, wherein the framework associated with the one or more 
st^ of locating a business event within the customizable s customers, by selectively processing any one or 
framework comprises die step of selecting at least one more of the customer identification information, a 
desired business event from a group of business events contact date, and the one or more contact types; 
generated by designating combinatioDs of contact types. iv) selectively displaying one or more records detailing 

28. The customer service system of daim 1, wherein the the business event located by the locating stq); and 
step of locating a business event con^}rises the step of v) contemporaneously generating a new business event 
sclectingoneornioreof the business events from a group of upon the occurrence of predetermined user- 
business events associated with a selected one or more of the generated* system-generated, and customer- 
contact types. generated activities. 

29. The customer service system of claim 28, wherein the 37, The customer service system of Halm 345, wherein the 
step of locating a business event further comprises the step locating a business event comprises the step of 
of providing a pluraHty of contact sutvtypes fcM: further 15 pr^^ssiy,.iy fiii^ring Ae contact types unrdated to 
narrowing the group of business events to jHovide a second ^^^^ ^ business events bdng seardied. 

group of business events associated with the selected one or 3^ yj ^^^^ 

more of tiie contact types and a selected one or more of the - au^^^ tul #^1. 

nluralitv of contact sub-tvoes fillenng compnses the step of selcctmg one or more 

'^^r^ ' * , . L . ^ of the contact tvDes associated with the one or more busmess 

30. The customer service system of claim 29, wherein the 20 01 tncwmM;iiypc»«^:»u«ittwwiiiiuic«« 

step of locating a business event further conqnises the step ^^t^l ^""^ searcneo. r 1 • u l 

of selecting one or more of the business events from the 39. The customer semcc system of cLum M. whcrem the 
second group of business events associated wiA the selected step of filtering furmer conqwses the step of selecting one 
one or more of the contact types and theselcctedoneormorc or more contact sub-types associated with the one or more 
of the plurality of contact sub-types. 25 contact types. 

31. The customer service system of claim 30, wherein the ^0. The customer service system of claim39, wherein die 
stq> of locating a business event further comprises the step step (rf filtering further comprises the step of providing a 
of providing a character search ii^ut field for inputting character search input field for inputting numeric and alpha- 
numeric and alphanumeric character seardi strings and for numeric character search strings and for locating the busi- 
locating the business events diat include an inputted char- 30 events that include the diaractcr search string. 

acter search string. customer service system of claim 40, wherein the 

3Z The customs service system of claim 31, wherein the step of providing a character search input field includes the 

step of providing a character search ii^wt field includes the step of locating the business events firom the user's dioice of 

step of locating the business events from the user's choice of *c selected one or more contact types, the one or more 
Ifae first groi^ of business events, die second group erf 35 contact sub-types, or all available ones <rf the business 

business events, or all available ones of the business events. events. 

33. The customer service system of daim 29, wherein the ^ Th© customer service system of daim 37, wherein die 
step of displaying a depiction of one or more contact types s^p of filling comprises die steps of: 

comprises the step of selecting between displaying a calen- a) displaying a file folder having a file tab for preselected 

dar dq)icting the selected one or more contact types and 40 ones of the contact types; 

sub-types, and displaying an ordered list of the one or miott b) selecting one of the file tabs related to die one or more 

business events within the selected one or more contact business events being searched; 

types and selected 01^ s of the plurality of contact sub-types. c) di^laying one or more sub-type file tabs ccsresponding 

34. The customer service system of daim 12, wherein die to an equal number of contact sub-types, if die one or 
stq> of displaying one or more unique attributes furdier 43 more business events being searched includes contact 
courses the step of providing a calendar legend for cross sub-types; and 

refmndng each unique attribute widi its ccnre^nding d) selecting one of the sub-type file tabs. 

contact type. 43. The customer service system of claim 42, wherein 

35. The custoc^ service system of daim 1, wherein die some of die sub-type file tabs may corre^nd to one or more 
system conquises means for sdecdng all disi^ay sdcctions 50 otber contact types rather than to ones of the contact 
by way of a screen pointing device, thus reducing die sub-types. 

probatality of the user experiencing carpal tunnel 44 jhe customer service system of daim 42, wherein die 

36. A computerized customer service system for assisting step of displaying one or more sub-type file tabs conqnises 
a user in providing service to a customer in connection with the step of denoting the sub-type file tabs as tided paper 
products or services, die customer service system conipris- 33 dips binding the one or more records widiia die sdected 
ing: contact type and the contact sub-type. 

a) a computer system for storing, displaying, and pro- 45. The customer service system of daim 42, Anther 
ccssing information; and comprising die stq> of providing a character seaidi input 

b) software comprising directive informadon for config- field for inputting a numeric or alphanumeric character 
uring die computerized customer service system widiin 60 search string and for filtering out dioseoftfae business events 
the computer system, die software implementing in die that do not include die character seardi string, 
computer system die stqps of: 46. The customer service system of daim 37, finthcr 

i) storing customer relationship infonnatian, induding cosqaising tlie step of providing an ordered list of the 
customer identification infonnation and business business events from which one of die business events can 
events related to one or more customers; 65 be selected. 

ii) providing a customizable framework for stcxing, 47. The customer service system ctf claim 46, wherein the 
retrieving and di^laying the customer relationship step of providing an ordered fist comprises die step of listing 
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only those of the business events that are related to the 
contact types that are not filtered out by the filtering step. 

48. The customer service system of claim 46, wherein the 
step of filtering further comprises the steps of: 

a) selectin]g one or more of the contact types associated 
with the one or more business events being searched; 
and 

b) sdecting one or more contact sub-types associated with 
the one or more contact types. 

49. The customer service system of claim 48, wherein the 
step of providing an ordered list con^srises the step of listing 
only those of tiie business events that axe related to the 
selected one or more of the contact types and the selected 
one or more of die contact sub-types. 

50. The customer service system of claim 37, further 
conqmsing the step of providing a calendar dqiiction indi- 
cating each occurrence of the business events from which 
one of the business events can be selected. 

51. The customer service system of claim 50, wherein the 
step of providing a calendar depiction comprises the step of 
depicting only £ose of the business events that are related 
to the contact types that are not filtered out by the filtering 
step. 

52. The customer service system of claim 50, wherein the 
step of filtering further comprises the steps of: 

a) selecting one or more of tttc contact types associated 
with the one or more business events being searched; 
and 

b) selecting one or more contact sub-types associated witii 
the one more contact types. 

53. The customer service system of claim 52, wherein the 
step of providing a calendar depiction comprises the step of 
depicting only those of the business events that are related 
to die selected one or more of the contact types and the 
selected one more of the contact sub-types. 

54. The customer service system of claim 37, wherein the 
stq;> of filtering coo^xrises the step of providing a character 
search input field for inputting a numeric or alphanumeric 
diaractcr siearch string and foe filtering out those of the 
business events that do not include the character search 
string. 

55. The customer service system of daim 36, wherein ttie 
stq> cf contemporaneously generating a new business event 
further comprises the sl^ of contemporaneously creating a 
new recQtd associated with the new buriness event 

56. The customer service system of daim 55, wheiein die 
creating a new record step comprises the step of allowing the 
user to enter the customer relationship infonnatlon. 

57. The customer service system of daim 55, wherein the 
creating a new record step comprises the step of scanning 
hardcopy customer relationship information into die system 
by way of a scanning device. 

58. The customer service system of claim 55, wherein the 
creating a new record st^ comprises the step receiving 
customer rdationsh^ infomiation by way of elcdionic data 
communications. 

59. The customer service system of claim 36, further 
comprising the step of di^laying a depiction of a file folder 
having file tabs corresponding to the contact types. 

60. The customer service system of daim 59, further 
oonqoising the steps of: 

a) providing contact sub-types associated with the contact 
types; 

b) displaying a depiction of a paper clip for each of the 
contact sub-types associated with the contact types; and 

c) providing access to the records associated with the 
contact types and subtypes by selecting respective 
ones of the dqncdons of the file tabs and paper d^s. 
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61. The customer service system of claim 36, wherein the 
step of providing a customizable framework further com- 
prises the step of creating a custom framework for each of 
one or more groups of customers. 

5 62. The customer service system of claim 36, wherein the 
step of providing a customizable framework further com- 
prises die stq) of creating a custom framework for each of 
one or more business entities providing customer service to 
their respective customers. 

10 63. The customer service system of claim 36, wherein die 
step of contenq;)oraneously generating a new business event 
further comprises the step of automatically providing a 
contact termination window for recording starisdcal inSor- 
madon regarding the reasons for the termination of a ter- 

15 minated one of die business events. 

64. The customer service system of claim 36, further 
comprising the stq) of automatically providing internal 
informational mess^es to the user upon the occurrence of 
predetermined events, which assist the user in taking acdons 

20 regarding the business event. 

65. The customer service system of claim 36, further 
conq>ri5ing the step of automatically providing scripted 
messages to the user upon the occurrence of predetermined 
events, which may be read by the usa to die customer. 

25 66. The customer service system oi claim 36, wherein the 
st^ of contemporaneously geno'ating a new businciss event 
furdier conq)ri$es die step of automatically storing statistical 
inf(»mation regarding die business event, which may later 
be reviewed by die user. 
30 67. A computer-readable medium encoded widi data re(>- 
resenting a computer program means which can cause a 
conqxiter, having memory and a display device, to perform 
functions to assist a user in providing service to a customer 
in ccmnection widi products, information, or services, die 
35 computer program means comprising: 

a) framework customization program means for causing 
the computer to modify a customer service application 
tc»q>late to create a custom framework acccnding to 
contact types related to the customer; 
^ b) contact display program means foe causing the com- 
puter to display a depiction of die contact types within 
the custom framework; 

c) search program means for causing the computer to 
locate business events that are associated with die 
contact types by processing user-entered filter criteria 
defined by selection of one or more of the contact types; 

d) record display program means for causing the com- 
puter to display a record detailing infonnation corre- 

50 sponding to a located one of the business events; and 

e) business event entry program means for causing the 
conqxiter to store new business events, and for causing 
the computer to store new records corresponding to die 
new business events. 

55 68. The computer-readable medium as in claim 67, 
whoein the contact display program means cf die computer 
program con^ses file folder disf^ay program means for 
causing the con^ter to di^lay a file folder having a labeled 
file tab for each of die contact types whidi can be sdected 

60 by the user to generate die filter criteria. 

69. The conq)Uter^eadablc mrdium as in claim 68, 
wherein the framework customization program means of the 
computer program further con^irises contact sub-type pro- 
gram means for causing die coo^uter to further modify the 

65 custCHUcr service qyplication template to create the custom 
framework according to contact sub-types of the contact 
types. 
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70. The computer-reailable medium as in claim 69, 
wherein die coatact display program means of the confer 
p rogram oooqicises paper dip display program means for 
causing the oonqtuter to display a rqitesentation of a paper 

for eadi of die contact sub-types which can be sde^ed 
by the user to further generate the filter criteria. 

71. The CQn^uter-ieadable medium as in claim 67, 
wherein die contact dispii^ program means of the con^Hiter 
program comprises notebook display program means for 
causing die computer to display a notebook having an 
ordered list of die business events located according to die 
filter criteria. 

72. The computer-readable medium as in claim 67, 
wherein die contact display program means oi the computer 
program comprises calendar display jHogram means for 
causing die computer to display a calendar, and for causing 
die ccn^uter to di^lay visual attributes corresponding to 
respective contact types on calendar dates on whidi business 
events have occurred. 

73. The computer-readable medium as in claim 72, 
wherein the calendar display program means of the com- 
puter program comprises filter selection program means for 
causing the computer to display sdected ones of die visual 
attributes based on die filter oiteria. 

74. A computerized method <tf assisting a user in provid- 
ing service to a customer in connection widi products, 
infonnadott and services, the method comprising the steps 
Gf: 

a) storing customer rdationship infcnnadon, induding 
customer identification information and one or more 
business events related to one or more customers; 

b) providing a customizable framework for storing, 
retrieving and displaying die customer relationship 
information according to one or more contact types 
related to the one or more customers; 

c) displaying a depiction of the one or mcxe contact types 
within the customizable framework associated with die 
one or more customers; 

d) locating a business event widiin the customizable 
firamework associated widi the one or more customers, 
by selecdvdy processing any one or more of the 
custcxner identification infcHmation, a contact date, and 
one or more of the contact types; and 

e) sdectivdy displaying one or more records detailing die 
business event located by die locating step, 

75. The method claim 74, wherein die step of di^laying 
a dqnction of the one or more contact types con^xises die 
stq) of displaying a file folder having a labded file tab for 
at least some of the one or more contact types. 
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76. The mediod of daim 75, wherein the step of locating 
a business event comprises die step of sdecttng one or more 
of the busmess events associated with a conesponding one 
or Biofe of die labded file tabs. 
3 77. The mediod of daim 76, wherdn die step of locating 
a business event further comprises the st^ of providing one 
or more sub-type file tabs ccHiesponding to one or mere 
contact sub-types, for further naxrowing a total number of 
the business events associated widi the corresponding one or 
more of the labded file tabs if the business event bemg 
searched indudes contact sulvtypes. 

7S. The mediod of claim 77, wherein the stc^ of disj^y- 
ing a file folder furdier comprises the step of depicting die 
one or more sub-type file tabs as one or more titled paper 
clips binding the one or more records within the sdected 
contact type and the contact sub-type. 

79. The mediod of daim 74, wherdn die step of display- 
ing a depiction of one or more contact types comprises (he 
^ steps of: 

a) displaying a calendar; and 

b) displaying, in association with dates on the caleodar, 
one or more unique attributes, eadi unique attribute 
coiTesponding to a particular contact type. 

23 80. The mediod of daim 74, wherein the step of display- 
ing a de{dction of one or more contact types conqirises ^e 
step of sdecting between displaying a calendar depicting die 
one or moie contact types and displaying an ordered list of 
the one or mm business events within the one or mere 

30 contact types. 

81. The mediod of claim 74, wherein the stq> of display- 
ing a depiction of one or more contact types further com- 
prises the step of displaying an ordered list of the one or 
more business events. 

32 82. The mediod of claim 81, wherein die step of display- 
ing an ordered list conquises the step of displaying all of die 
business events within one or more sdected contact types. 

83. The mediod of claim 81, wherein the stq> of disfiay- 
ing an OTdcred list oomiaises the stq> of displaying die 

40 (sdered list on a dqxcdon of a notebook. 

84. The method of claim 74, further con^msing die step 
of representing the one or more records as virtual paper 
representations. 

85. The mediod of daim 74, wherein the stq) of display- 
45 ing a depiction of the one or mart contact types con^nises 

the step d modifying the depiction to correspond to die 
number and depiction labels of the contact types widiin die 
customizable firamework. 

# * * * * 
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